r 

# • 



b 
C3 

in 

ru 

CP 



-A 



TELEPHONY 
DEVICE 



CALLER 
PROFILE 
SERVER 




INCOMING 
CALLS 



4* 



PBX 



-NEXT CALL - 



IVRU 



ON HOLD 
SYSTEM 



42- 



REPRESENTATIVE 



*■ REPRESENTATIVE 



CALLER 
ACCESSIBLE 
INTERFACE 

5 



CALLER 
ACCESSIBLE 
INTERFACE 

5 
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ir- 
is 



Id 



ru 



CALL HOLD 
QUEUE 



HOLD QUEUE 
INFORMATION 

DATABASE 

$ 



ON HOLD SYSTEM 



+2- 



CONTROLLER 



NETWORK 
INTERFACE 



DATA STORAGE SYSTEM 






HOLD QUEUE HISTORY 












INDIVIDUAL CALLER HISTORY 


1*9 









TOPBX 



TO NETWORK 



□ 



3/8 

AUS920010825US1 



HOLD QUEUE INFORMATION MENU TRANSCRIPT 80 



XYZ SERVICE 

TO RECEIVE PUBLICATION OF HOLD QUEUE INFORMATION: PRESS OR ENTER 1 

FOR VOICE OUTPUT TO CALLING DEVICE: PRESS OR ENTER 1 

FOR TEXT OR GRAPHIC OUTPUT TO CALLING DEVICE: PRESS OR ENTER 2 

CURRENT PEOPLE ON HOLD : 40 

AVERAGE TIME IN HOLD QUEUE TODAY: 70 MINS 

CONSULTANTS ON DUTY : 5 

CALL DURATION : 12 MINS 

YOUR POSITION : 25 

YOUR ESTIMATED WAIT TIME : 125 MINS 

TIME LEFT TO CLOSE OF BUSINESS : 240 MINS 

YOUR TRACKING NUMBER IS : 12930 

YOUR TOTAL TIME ON HOLD : 5 MINS 

ON-LINE WEB SITE : WWW.XYZSERVICE.COM 

PRESS 8 FOR MORE OPTIONS 

FOR WEB ACCESS: PRESS OR ENTER 3 

ON-LINE WEB SITE : WWW.XYZSERVICE.COM 

FOR EMAIL: PRESS OR ENTER 4 

FOR INSTANT MESSAGING : PRESS OR ENTER 5 



TO LOG THE SUBJECT MATTER OF YOUR CALL : PRESS OR ENTER 2 

SELECT FROM ONE OF THE FOLLOWING SUBJECTS 
PRINTER ISSUE : PRESS OR ENTER 1 
MODEM ISSUE : PRESS OR ENTER 2 
MOUSE ISSUE : PRESS OR ENTER 3 
MONITOR ISSUE : PRESS OR ENTER 4 
OTHER HARDWARE ISSUE : PRESS OR ENTER 5 
UNIDENTIFIED ISSUE: PRESS OR ENTER 6 



FIGURE 4 
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HOLD QUEUE INFORMATION PUBLICATION - VID 84 



POSITION/ 
EST 


CALL 
DURATION 


TIME 
WITH 
REP 


REP/AV TIME 


SUBJECT 


AVERAGE 
TIME/ REP/ 
SUBJECT 


ON HOLD 
ACTIVITY 


71 5X 


71 MINS 


1 MIN 


JOE DUCK/6 MIN 


UNKNOWN 


5/-/- 


* 


72X 


90 MINS 


20 MINS 


JAME DUCK/5 MIN 


PRINTER ISSUE 


30/40/35 


* 


7.5X 


75 MINS 


5 MINS 


TOM DUCK/10 MIN 


PRINTER ISSUE 


10/-/20 


* 


73X 


70 MINS 


1 MIN 


JOHN DUCK/8 MIN 


MODEM ISSUE 


8/5/- 


* 


1/2X 


69 MINS 


OMINS 


* 


MOUSE ISSUE 


5/-/- 


EXPERT/25% 


2/3X 


65 MINS 


OMINS 


* 


OTHER 


12/-/- 


SURVEY/2 POS 


25/1.2X 


12 MINS 


OMINS 


* 


MONITOR ISSUE 


5/-/10 


MESSAGES 



UPDATE SUBJECT 86 



82 



ESTIMATED TIME REMAINING: 



88 



FIGURE 5 
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TRANSFER CALL TO IP OR 
TELCO APPLICATION 
SERVER 



NO- 





LOOKUP CALLER" 
PROFILE ACCORDING TOyfv \O0 
VIP 



cn 



INITIATE SERVICES DESIGNATED IN 
CALLER PROFILE ACCORDING TO 4 ~^Q1 
V1D 



ROUTE CALL AND VID TO 
DESTINATION DEVICE ACCORDING 
TO RECEIVED DIGITS OR VOICE "f^lOf 
COMMAND 



s . 



r" 0 ^ 

TRANSFER CALL TO IP OR 
TELCO APPLICATION 
SERVER 



NO — i 




JII^YES 




INITIATE SERVICES DESIGNATED IN 
CALLER PROFILE ACCORDING TO 
RV1D 

TUT 



5 (NAT 



TRANSFER RVID TO ORIGINATING 
DEVICE FOR OUTPUT TO CALLER 



PROCEED WITH CALL 


1 





(W) 
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YES 




TRANSFER CALL TO 
NEXT AVAILABLE 
REPRESENTATIVE 
WfTHVID 



NO 



DISTRIBUTE CALL TO 
THE ON HOLD 
SYSTEM WfTHVID 



n 
C3 



m 



< 



END 



> 



TRANSFER CALL TO 
NEXT AVAILABLE 
REPRESENTATIVE 

wrmviD 



ru 
p 
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m 
ru 

Cn 
cn 

e 

ru 

r 

Pis 





RECEIVE NEW CALL 



PLACE CALL IK CALL . 

QUEUE ^XTl 




RECEIVE V1D FROM CALLER 
ACCESSIBLE SYSTEM 



TRANSMIT REQUEST 

FOR CALLER 
PROFILE ACCORDING 



TO VID OF CALL 



(OU^Qi 



SPECIFY HOLD QUEUE 
INFORMATION 
PUBLICATION ACCORDING 
TO VID 




TRANSFER HOLD QUEUE 
INFORMATION TO THE 
REQUESTING CALLER 

ACCESSIBLE INTERFACE 



UPDATE HOLD QUEUE 
INFORMATIOND 
DATABASE WITH CALLER 
PROFILE FOR VID 



PLAY QUEUE 
INFORMATION MENU 
TRANSCRIPT TO CALLER 




-NO- 



PROMPT CALLER TO SELECT 
PREFERRED FORMAT AND 
INTERFACE 



:tiVity 



PLAY AC" 

MENU 
TRANSCRIPT TO 
CALLER 



SPECIFY HOLD QUEUE 
INFORMATION PUBLICATION FOR 
THE CALLER 



PUBLISH THE HOLD QUEUE 

INFORMATION TO THE 
SELECTED INTERFACE IN A Jvf^> 
SELECTED FORMAT 1 S 



I 



UPDATE THE HOLD QUEUE 
INFORMATION PUBLICATION 
ACCORDING TO ADJUSTMENTS 
IN THE HOLD QUEUE 
INFORMATION DATABASE 



q end y+- 
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